
Improving Staff Performance  Part II: Addressing Performance Gaps 

 

 
IMPROVING STAFF PERFORMANCE SERIES 

 
Broadcast Part I – Analyzing the Performance Gap 
 

 Describe the relationship between individual and organizational performance.  
 Effectively describe desired and current performance.  
 Identify the discrepancy between desired and current performance.  
 After conducting an analysis, decide whether a performance gap requires 

resolution.  
 

See your local training coordinator to obtain a tape of this broadcast. 
 

Broadcast Part II – Addressing Performance Gaps  
1/18 & 2/15 at 9:00 a.m. and 3:00 p.m. 

 
This broadcast will zero in on ways supervisors can address performance gaps that 
may not be genuine skill deficiencies.  We will examine the importance of clear 
expectations, workflow and resource issues and why it is that poor performance is 
sometimes rewarded or good performance is punished.   

 
 Identify the importance that expectations and resources play in supporting 

staff performance. 
 Determine when poor performance may be rewarded or good performance 

punished and how to intervene appropriately. 
 Identify practices that encourage and support staff in delivering on-going high 

performance. 
 

Broadcast Part III – Addressing Skill Deficiencies 
 3/15/05 and 4/19/05 at 9:00 a.m. and 3:00 p.m. 
This  broadcast will look at the many ways that a supervisor can address skill-based 
performance gaps. Coaching and feedback are two tools that are often underutilized 
but can be extremely effective when used appropriately.  We will also review the 
range of training interventions available and the critical role that the supervisor plays 
in helping employees benefit from a training intervention. 
 

 List the types of interventions available to address genuine skill deficiencies. 
 Identify when to best use coaching and feedback in addressing a skill 

deficiency. 
 Describe the roles and responsibilities of the supervisor before, during and 

after a training intervention. 
 

See your Local Training Coordinator for further information on these and other 
courses or go to www.courtinfo.ca.gov/cjer for information.  
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Activity 1    Writing Performance Descriptions 

 
 
 

Lisa Mike 

What is the expected performance? 
 
Calendar fee waiver hearings pursuant to 
the new procedures outlined in memo 
distributed June, 2004. 
 
 
 

Complete processing of defaults as they 
come in, eliminating the backlog from one 
day to the next.   

What is the current performance? 
 

Write a specific, non-evaluative description of the current performance. Please think 
creatively – add any data or information you need to make the description specific. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Is there a gap between the current and expected performance? 
 

 
____ Yes _____ No 

 

 
____ Yes _____ No 

 
 

If yes, does the gap or performance issue need to be addressed? 

 
____ Yes _____ No 

 

 
____ Yes _____ No 
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Jay please Insert  
Analyzing a Performance Gap 

Job Aid 
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Resources NOT Under My Control Resources Under My Control 
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Activity     Vignette Discussion Questions 
 
 
Start with the assumption that the work must be completed and then answer the 
following questions:  
 
 
1.   Does this vignette include an employee being rewarded for poor performance? If 

yes, please describe the reward. 
 
 
 
 
 
 
 
 
2.   Does this vignette include an employee being punished for desired 

performance?  If yes, please describe the current and any future impact of this 
situation.  

 
 
 
 
 
 
 
 
3.  What future performance challenges do you think Diana will face if she does 

nothing differently?  
 
 
 

 
 
 

 
 
 
 
 

Cast of Characters 
 

Supervisor……………..Diana 
 
Clerk #1…………………Lisa 
 
Clerk #2………………….Mai 
 
Clerk  #3…………………Mike 
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ARE YOU REWARDING POOR PERFORMANCE 
 

(Adapted from Analyzing Performance Problems, Robert F. Mager) 
 
 

1.  What does the person get out of the present performance in the way of reward, 
prestige, statues, comfort? 

 
 
 
 
2.  Does the person get more attention for undesirable rather than for desirable 

performance? 
 
 
 
 
3.  Are irrelevant behaviors inadvertently rewarded while crucial behaviors are 

overlooked? 
 
 
 
 
4.  Is this person “mentally capable” of the work assigned—or choosing to do less 

because it is less stressful? 
 
 
 
 
5.  Is this person “physically capable” of the work assigned—or choosing to do less 

because it is less tiring? 
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Activity    Constructive Feedback Guidelines 
 

 
1.  Be specific – connect feedback to performance or behavior.  Start with an “I” 

statement such as “I noticed that…” or “ Yesterday I observed you…” Leave out 
all adjectives that convey judgment or conclusions.  Give examples that support 
your statement.  Just give facts, don’t embellish. 

 
2.  Express appreciation – employees like to think that you only notice them doing 

things wrong.  Be sure that you are specific about your appreciation and share 
that with your employees before delivering constructive feedback.  For example: 
“Sally, I appreciate that I can count on you to meet deadlines and are willing to 
help your co-workers when they request assistance.  Today however, I would like 
to discuss with you an area that needs attention.  I have received 3 memos from 
you recently that had not been proofread and had simple errors.” 

 
3.  Express concern for the employee and your sincere desire that they succeed in 

their work.   Get to the point and do not beat around the bush.  Avoid giving 
mixed messages. 

 
4.  Give feedback timely, without delay.  Employees need to know how to succeed.  

If an employee is not meeting your expectations, discuss this with them sooner 
rather than later.  

 
5.  Feedback is just part of the conversation.  Be willing to listen to feedback your 

employee shares with you.  
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Broadcast Fax Form 
 

To:  Jay Harrell 
Fax #: (415) 557-1137 or (415)  557-1138 
Fr:  
Su:  Addressing Performance Gaps 
 
Questions and/or comments:  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 

 
*Questions not answered during the broadcast will be posted to the COMET 
site (www2.courtinfo.ca.gov/comet) with our panelists’ responses.  
 
Your Training Coordinator has the COMET login and password for you.  
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Evaluation Form 
  

1. What did you find most helpful? 

 
 
 
2. What questions do you still have? 

 
 
 
3. What suggestions do you have for future broadcasts? 
 
 
 
 
4. Please rate the following broadcast elements of the program 
 
 strongly agree strongly disagree

The activities in the course helped me learn the 
content… 

5 4 3 2 1 

The course duration was the right length… 5 4 3 2 1 

The content of the course was relevant to my work 
needs… 

5 4 3 2 1 

If applicable, issues of access and/or bias and 
stereotypes were appropriately addressed in the 
course… 

5 4 3 2 1 

 
Other comments or suggestions:  

 
 
 
 
 
Court Name ______________________________     Number of  Participants_______ 

Downlink Site Location:  ___________________ 
    (City) 
  
   

  
Remember to check COMET (Court Online Mentoring, Education, and Training) at 
www.courtinfo.ca.gov/comet  for training opportunities, resources and answers to 
your Frequently Asked Questions.  See your local training coordinator for the 

Please FAX completed form to: Jay Harrell at (415) 865-4335 


